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Abstract of the Disclosure 

This invention (The Customer Contact Channel 
Changer) enables the Integration of different Customer Contact 
Channels such as live call centre ACD (Automatic Call 
Distribution) agents, ADSX (Analog Display Services Xnterfac ) 
enhanced IVR (Interactive Voice Response) systems and WWW 
(World Wide Web ) servers. The world wide web servers ar 
used to allow customers with computer equipment to access 
information from an organizations databases in a self s rvice 
mode. Frequently these customers have questions best answer d 
by human ACD agents. With this Invention the connection 
between the customer with the question and the agent with the 
answer is done quickly and efficiently with both parties 
sharing screens of common Information. Also control is 
retained by the customer to make the call happen when they 
want It. 



2178705 



Customer Contact Cha nnel Chanoer 
field of the Invention 

This Invention relate! to accessing remote 
information network services such as those of the WWW (World 
Wide Web) and particularly, but not exclusively to the manner 
In which help is enlisted when needed. 
Background of Invention 

Some telephone companies (e.g., NBTel, New 
Brunswick, Canada) have been heavily Involved with the 
development and use of both call centre services and Internet 
services. More specifically, efforts have been underway to 
utilize CTI {Computer Telephony Integration) within call 
centres to Improve the productivity and service levels within 
call centres. CTI uses Integration capabilities in various 
manners to assist telephone users who have access to computer 
equipment to improve the process of making or receiving phone 
calls. Call centre technology generally uses both computer 
equipment and telecommunications equipment with CTI being a 
key element of productive call centres. 

The use of new Internet services such as WWW servers 
to allow organizations to Interact with their customers in a 
self service mode is also being promoted. These www servers 
utilize hypertext and multimedia content to allow customers to 
see text. Images, etc. associated with products and services. 
Due to human nature and other factors these customers 
fregu ntly n d Human asalstanc t completely satisfy their 
n eds and would likely 3ot down an 800 t 1 phon numb r with a 
pencil and paper. They would th n call the 800 number to gain 
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access (if th. BOO zone coverage was appropriate) to an ACD 
(Automatic Call Distribution) centre belonging to that 
organization. Under many circumstances today they would th n 
• It frustrated in an ACD weue awaiting the availability of a 
live agent. Thus, there are at least two disadvantages of 
current systems, first, the need for the customer to 
physically record and dial the 800 number Is a dlslncentiv t 
making the call. Secondly, the likelihood of waiting m long 
ACD queues la also a disincentive to making the call. One 
the call Is made, the queue may also result in the call being 
terminated before successful completion because of the delay 
experienced. 

A recent Improvement in the Integration of comput rs 
and telephones is disclosed m US Patent No. 5,001.710. A 
system is disclosed which lets telemarketing agents who are 
answering calls for multiple campaigns simultaneously, to be 
set up automatically in their computing environment at the 
correct campaign based upon the phone number dialed by the 
customer, and to receive caller related Information 
automatically. However, the user is required to physically 
dial an 800 number, and likely must wait in an ACD queue. 
Furthermore, although the agent is set up at the correct 
campaign, a more accurate initial setup, which for example 
incorporates the specifics of the customer's queries, la not 
possible, finally, this system is not designed for helping 
users of th mt rn t. 
Summary of tn j n „ „» Kn 

It is an bj ct of th lnv nti n t provid a m ans 



69706-66 



2178705 



for integrating WWW service! with live ACD agents in a mann r 
that mitigates the above Mentioned disadvantages. 

It is another object of the Invention to make this 
process faster and simpler so as to improve the likelihood of 
a successful connection to a live agent. 

The invention provides a method of quickly enabling 
the changing of customer contact channels under control of the 
calling customer. A customer contact channel is a specific 
means of communication between the customer and a 
sales/service provider. Examples of customer contact chann Is 
include verbal phone conversations between customers and human 
ACD agents of the service/sales organization, IVR ( interact lv 
voice response ) interactions between customers and IVR 
servers associated with the service/organization. ADSI (analog 
display services interface) enhanced IVR interactions bet we n 
customers ana associated servers, and WWW interactions betwe n 
customers and associated WWW servers. These channels use 
various communications appliances or terminals such as o 
regular touch tone telephone. ADSI enhanced telephone (such as 
Nortel Vista 350), multimedia PC* a or multimedia set-top box s 
(such as Phlllps/Zenlth/CLI Media Access Terminals) and 
television sets. 

The invention provides a series of methods for 
integrating WWW services with live ACD agents. These methods 
include establishment of two-way voice connectivity between a 
customer and a human ACD agent while sharing common screens of 
lnf nnatlon n a WWW page. This connectivity provid s 
request d "LIVE HELP" wh n a problem is enc unt r d or wh n an 
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alternate channel la preferred for varlout reasons. These 
methods deploy CTI. IVR and related techniques Involving the 
uae of computer aoftuare and hardware working m conjunction 
with telephone ayatems. The apeelfic methods best suited for 
an individual customer will depend on a number of factors such 
as the call centre's telephony architecture, the call centre's 
computing architecture and organizational philosophy and 
approaches regarding inbound and outbound calling and customer 
contact concepts. 

IVR allows for automated handling of scripted or 
routine telephone conversations. The customer, once connected 
to an IVR system, is verbally provided with information and 
options by a computer generated or recorded voice. The 
customer Is able to make selections with the telephone keypad. 
An ADSI (analog display services Interface) enhanced IVR 
system (e.g.. NBTel Express or NBTel CallMall) also provides a 
text screen that allows easier navigation to the user. These 
are accessed by ADSI capable telephone sets equipped with a 
screen. 

The Invention provides methods for Integrating and 
connecting a human ACD agent and a cuatomer who la using the 
WWW and wishes human assistance. Furthermore, the Invention 
provider « customer in voice conversation with an ACD ag#:.t an 
option to enhance that conversation with shared screens of 
information (Images, text. etc.). The invention Is intended 
to b used by organizations or individuals with WWW s rv rs 
and ACD agents. The invent 1 n waa initially d velop d t 
Illustrate th 3 int us of tw powerful marketing chann Is 
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(WWW and ACD agents) and that their combination produces an 
even mora powerful channal than aither alone. The main 
features of this invention are the ability to link and 
integrate customers (who may have obtained product awareness 
information or directory Information via a www server) and 
appropriate ACD agents or individuals to provide supplementary 
information or assistance. 

According to a first broad aspect, the invention 
provides in a communications system comprising a server on a 
network, means for connecting the server to at least one 
computer in a remote customer premises, a help channel and a 
call centre connected to the help channel connectable through 
the public switched telephone network to a telephone in the 
customer premises, an apparatus and method for the customer to 
obtain help m relation to a page from the server displayed by 
the computer comprising the steps of the customer selecting a 
remote help option from the page, the customer preparing a 
help request form comprising the number of the customer's 
telephone, the system transferring the help request to the 
call centre, and the call centre setting up a call over the 
public switched telephone network between the customer 
telephone and the help channel. 

According to a second broad aspect, the invention 
provides in a communications system comprising a server on a 
network, means for connecting the server to at least one 
computer in a remote customer premises, a help channel and a 
call c ntre conn ct d t the h lp channel conn ctabl through 
th information network to th c mputer. an apparatus and 
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method f ■: the customer to obtain help In relation to a page 
from the server displayed by the computer comprising the steps 
of the curtomer selecting a remote help option from the pagei 
the customer computer automatically preparing a help request 
form comprising a network address i the system automatically 
transferrins the help request to the call cent re i and the call 
centre eetti:n up a virtual audio channel on the data network 
between the channel and the customer computer. 

According to a third broad aspect, the invention 
provides In a communications system comprising a server on a 
network, means for connecting the server to at least one of 
either a computer or a eet-top box and television in a remote 
customer premises* a help channel and a call centre connected 
to the help channel connectable through the public switched 
telephone network to a telephone In the customer premises, an 
apparatus method for the customer to obtain help in relation 
to a page from the server displayed by the computer comprising 
tne steps the customer selecting a remote help option from the 
page i the customer set-top box or computer signalling a 
telephone switch to ring the customers telephone line (with a 
normal ring or a distinctive ring) In response to the customer 
selecting the help optloni the telephone switch dialing the 
call centre automatically when the customer the picks up the 
handset} and the call centre transferring the call to the help 
channel. 

According to a fourth broad asp ct, the lnv ntlon 
provld s In a communications system comprising a serv r on a 
network* m ans t r conn ctlng th srvrt atl ast n 
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computer in a remote customer premises, « helo channel and a 
call centre connected to the help channel connect able through 
the public switched telephone network to a telephone in the 
customer premises, an apparatus and method for the customer to 
obtain help in relation to a page from the server displayed by 
the computer comprising the steps of the customer selecting a 
remote help option from the page, the customer computer 
automatically passing a help phone number listed within the 
page to communications software running on the customer's 
computer, and the communlcatlonr software dialing the help 
Phone rjsami will, a modem and line connected to the customer's 
computer and telephonei whereby a voice connection Is 
established between the customer telephone and the help 
channel . 

According to a fifth broad aspect, the invention 
provides in a communications system comprising a server on a 
network, means for connecting the server to at least one 
computer equipped with an SVO (simultaneous voice data) modem 
In a remote customer premises, a help channel comprising a 
live agent workstation equipped with at least one computer 
•<julpped with an SVD modem, and a call centre connected to the 
help channel, an apparatus and method for the customer to 
obtain help In relation to a page from the server displayed by 
the computer comprising the steps, establishing a voice 
connection between a customer telephone and an agent telephone 
ver the PSTN, th agent conn ctlng the ag nt computer t th 
■erv r if not air ady conn cted, th custom r dlsconn ctlng 
the custom r comput r from th s rv r if conn ct d unless 
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equipped to handle more than one connect 1 on i both the customer 
and hCD agent activating their 8VD (Simultaneous Voice Data) 
Modems (or ISDN units) such that data and voice connections 
are established where previously only a voice connection 
existed In such a way that the agent who is already connected 
to the desired server acts as a host and the caller acts as a 
remote connected to the agent's host and In communication with 
the host over the data portion of the connection and the 
caller Is able to view the same pages as the agent, and the 
agent can provide the caller with assistance by walking ttv> 
customer through the information from the server, and discuss 
It over the voice connection. 
Brief Description of the Drawing 

Figure 1 shows a block diagram of the first 
embodiment of the invention) 

Figure 2 shows a process flow diagram for the first 
embodiment of the invent iom 

Figure 3 shows a process flow diagram for a 
variation of the flrftt embodiment of the invention) 

Figure 4 shows a process flow diagram for another 
variation of the first embodiment of the Invent ion i 

Figure 5 shows a process flow diagram for another 
variation of the first embodiment of the Invention) 

Figure 6 shows a block diagram of the oecond 
embodiment of the Invention! 

Figure 7 eh us a proc ss fl w diagram f r th second 
emb dim nt of th lnv ntl m 

Figure 8 shows a bl ck diagram f th third 
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embodiment of the invention} 

Figure 9 shows a process flow diagram for the third 
embodiment of the Invention) 

Figure 10 shows a block diagram of the fourth 
embodiment of the invention! and 

Figure 11 shows a process flow diagram for the 
fourth embodiment of the Invention. 

Description of the Preferred Embodiments of the Invention 

In a first preferred embodiment of the Invention, 
Illustrated schematically in Figure 1, a method and apparatus # 
herein referred to an the Customer Contact Channel Changer. Is 
provided for automatically providing a live telephone 
connection between a customer using an organization's 
multimedia services to the organization's ACD agent. Four 
main components ara llluetrated, these being the customer 
premises 2, an ACD agent workstation 12, a call centre 24 and 
the call centre's multliridla server 28. The multimedia iserver 
28 may be a WWW server 28, and will be referred to herein as 
such. The call centre's 24 WWW server 28 may actually be 
located at the call centre, or It could be located remotely. 
Likewise, the ACD agent workstation 12 may be located In the 
call centre. Alternatively, the ACD agent workstation may be 
In locations remote from the call centre such as in an 
Individual agent's home or remote workplace. 

The components of a customer premises 2 are 
Illustrated In Figure 1. This includes a PC 4 capable of 
supporting a graphical WWW HTML (Hypertext Markup Language) 
brows r and supporting generatl n f a URL (Uniform Pes urce 
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Locator) of the organlxat Ion* a product and service database, 
an Internet line 6 (either via LAM or WAN-dlai-up via 
modems, ) ( and a telephone 8 connected to the PSTN (public 
switched telephone network) 9 via a telephone line 10. The 
URL provides a snapshot indication of where in tne hypertext 
environment of the organization's WWW services the user la at 

a given time. 

Numerous commercial WWW browsers are available to 
assist in navigation through the Internet and WWW servers. 
These browsers use HTML and HTTP (Hypertext Transport 
Protocol). In a typical page received via the Internet from 
an organization providing information or services on a WWW 
server, words or key phrases may be underlined or bolded to 
indicate that more information la available. Thia la referred 
to as hypertext. If the user Is interested in obtaining this 
additional information, he can click on the word with a mouse, 
and the additional information la displayed. 

The typical configuration for an agent workstation 
12 is also ahown in Figure l. An agent workstation 12 la 
equipped with an ACO telephone set 14 from which a variety of 
calls can be answered, a Personal Computer 18 capable of 
aupporting a graphical WWW/HTML browser, a telephone line 20 
and computer communications line 22 for communicating with the 
call centre 24 and the WWW 28 via a data network 44 comprised 
of either a LAN (local area not work) or via a dedicated or 
dial-up WAN (Wide Area Network). Typically a plurality of 
ag nt workstations 12 would be empl y d, depending on th 
volume f bus in ss to b handl d. 
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The call centre 24. which handles request for help 
from customer, after they are received by the WWW .erv.r 28. 
.ubsequent call back of cu.tomer.. and liv. connection, with 
*CD -gent worK.tatlon. 12. 1. al.o depicted in Figure 1. The 
call centre 24 Include, an outoound dialing .ystw 32 capable 
of .etting up a blended inbound /out bound call environment. 
Thl. outbound dialing .y.tem 32 contain, a HOTLI ST of 
telephone Number, of HOT l.-d. <guallfled or Int.re.t.d leads, 
which are to be called a. .oon a- an agent become, available 
or at a time preferred by the customer. The call centre 24 
also include, en ACD .y.tem 34 (on a digital .witch - either 
PBX. c.ntr.x or computer ba.ed) which make, the actual call, 
end via line 20 connect, the call, from the -g«n: 12 to the 
customer via th. PSTN 9 and line 10. It may al.o include a 
CTI .erver 36. an ACD-MIS (ACD management information system, 
8y8 tem 38 connected to the ACD .y.tem 34. an IVF .erver 40. a 
call centre customer information .y.tem 42 and a data network 
44 for interconnecting various component, of the call centre 

The WWW .erver 28 (complying to HTTP and HTMU 1« 
equipped with information pertaining to an organization, 
product, and ..rvlce.. directory information, etc. The .erver 
28 include, .n HTTP .erver 46 connected to an Internet acces. 
line 47 for receiving request, for help, and CGI (Common 
Gateway Interface, program. 48 for communicating with the call 
centre 24. It may al.o include a multimedia me.a-g. 
M „ag ment .y.t . 50 which will be described in d tall below, 
and a .t re f numerou. t xt. graphics and multlm dla files 52 
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in various multimedia flU format, (such a. GIF. JPEG. M*EG. 
WAV. AUPCX. PDF. POSTSCRIPT). Not .hown between the 
customer'. Internet acce.. line 6 and the WWW ..ever'. 
Internet access line 47 is the Internet Itself. 

A typical session will be described with reference 
to Figure. 1 and 2. Proces. step, are contained in boxes in 
Figure 2. The ....ion start, when a customer 2 call, via it. 
internet access line 6 Into the WWW server 28 and commence, a 
self-serve session with an organization which .ub.cribe. to 
Customer Contact Channel Changer service (box 2-l». The 
customer browse, through information reg.rding product, and 
service, with the graphical WWW browser. Thi. browsing 1. 
often achieved by viewing HTML page. 53 and associated 
multimedia file. 52. There may be on-line help which 
addresses some questions which may arise. At some point 
additional details or assistance art needed and the customer 
choo.es a "Live Help" option from within an HTML page (box 2- 
21. This may b« done by using a mouse to click on a 'Live 
Help' button on the screen, or by entering a command at the 
keyboard. This prompt, an additional HTML form 54 to pop up 
which the cu.tomer must fill in (box 2-3). The form 54 asks 
the caller for the phone number at which they can be reached 
at that time. The URL which the customer was viewing (prior 
to .electing help) 1. automatically filled in to indicate th 
pa 9 . from which help wa. r *u .ted, but the customer al.o ha. 
th option of pr vldlng a different URL. In one embodim nt. 
th customer al. he. an option of specifying a pref rr d tim 
to be called back with the default being to r gu .t call back 
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as soon as possible. The customer then sends this completed 
HTML help request off to the WWW server 26 where It is 
received by the HTTP server 46 and time-stamped The request 
may be sent by either E-mail or TCP/IP (transmission control 
protocol/Internet protocol) client to server HTTP Interaction 
etc. 

At the call centre 24, the help request messages are 
received and Initially processed by the HTTP server 46. The 
telephone number, time stamp and URL are passed to the 
outbound preview dialing system 32 in the call centre 24 via 
the CGI interface 48 and data net 44. Should agents not be 
available, messages may be sent back via the CGI interface 48 
and HTTP server 46 to the customer with anticipated wait time 
(derived from the ACD-MIS system 38) and call setup and 
scheduling options may be presented to the customer in 
conjunction with the multimedia message management system 50 
to be described further below. An active time-stamped HOTLIST 
is maintained to feed the outbound dialing system 32 with 
numbers to call while also providing the next available agent 
the URL of where the question arose. The information received 
from the customer, including a CLID (caller Identity) which is 
the 10 digit customer phone number, and the URL Is entered on 
this HOTLIST (box 2-4). The agent workstation computer 18 is 
set up to preview the HTML page associated with the caller's 
URL before or while the outbound call is being made. This 
allows th agent to b b tter pr par d to anew r the 
qu stion(n) which may aris . Th call is then made to the 
customer autc*nat lcally without any n ed foi th agent to key 
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any telephone numbers into cither their phone 14 or computer 
18 (box 2-5). After the customer answers the phone call from 
the agent, the two parties will be in full voice communication 
and will be viewing the same multimedia screen which prompted 
the customers question. The a^ent can then assist or guide 
the caller to the solution or answer sought, or can take 
orders and/or provide technical support (box 2-6) ♦ 

In a modification of this embodiment, the customer 
is not required to fill out an HTML page. Upon selection of 
the "Live Help* option, default values together with the 
relevant URL are filled in automatically, and the request is 
immediately sent off. 

When It is desired to establish voice communication* 
over the data network rather than the PSTN, instead of sending 
a telephone number at which the user can be reached, *rt HTML 
form including the user's IP < internet protocol ) address and 
URL la filled in automatically and forwarded to the 
outbounding system through the same channels as before. The 
process diagram for this is shown in Figure 3. The rest of 
this process is similar to that described above except that 
the outbound call is placed over the Internet using IP based 
voice communications packages running on the user's PC 
enabling voice communiwat lone . These use originating and 
terminating IP addresses to set up virtual (packet based) 
circuits for use as voice channels for the duration of the 
call. This assumes that the caller and agent have compatible 
hardware and soft war configurations n their PC's. 

Wh n th opti n is provld d t the custom r f 
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selecting a time preferred for call-back, a more sophisticated 
message manag.mant ayatam If required, for this purv.ee. tha 
lnvanticn provldaa a method of managing tha integration or 
connection of cuetomers ualng varloue aarvicaa (WWW aervera. 
voice-mall. XVR, e-mail, atc> to an hCD call centra agent. 
Thia multimedia message management eyatem 50 will be referred 
to herein aa the -Multimedia Meaaage Manager* (MMM) 50. 

A proceaa flow diagram which lncorporatea the MMM 50 
la showu in Figure 4. Thia figure la very aimllar to Figure 2 
10 with the exception of the addition of the MMM which la 

connected to the crganlzat Ion' a V-mall aervera BO ar.d E-mail 
aervera 81 and the WWW aerver 2B. 

The MMM 50 acta aa an intermediary between the 
traditional call centre related ay.tema and the new WWW 
related aerver ayatema. Specifically, It communicates with 
the call centre ACD-MIS system 38 to get estimated anticipated 
caller wait times (or other parameters) and passes this 
information to the caller via the HTTP server 46 and related 
CGI programs 48. It may be uaed to allow Web browaing of 
information aources related to the call centre euch aa the 
voice mailbox associated with a call centre agent. Overflow 
calls may be routed to voice mall. The MMM 50 allows the 
agent .or supervisor to scan large volumes of volce-maril 
messages, B-mall messages. WWW form request etc. and 
prioritize and schedule call backe from a combined HOTLIST. 

The MMM 50 acts aa a clearing ho"se point to assist 
in scheduling calls b tw en customer, and ACD agcnta and vie 
v raa. Thia allows custom ra who may not b abl r willing 
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to converse with an agent at Time TO to schedule the call for 
Time T2 which la the customer's preferred flme. The HOTUST 
1, then updated to include both calls which are to be 
completed aa aoon as possible and calls which are due to Le 
completed in the very near future. There are many ways in 
which the HOTLIST may be maintained. Calls requesting* 
immediate call back can be ordered according to the time stamp 
of when they were received, which will always be in the 
immediate past. Calls with future time stamps may be appended 
to the Hat prior to the arrival of the time Indicated by the 
future time stamp, or alternatively, they can be giver, 
priority and placed at the top of the list when the time 
arrives. The KMM 50 also handles the notification through the 
E-mail servers 81 of custo-ners of the fact that delays are 
expected, and is able to provide an indication of when a 
return call might be expected. 

Alternative to connecting a multimedia user to a 
live agent, with a slight modification of the first embodiment 
described atove the invention can be used to connect a 
multimedia user (WWW, voice mail. IVF. E-mail) to an IVR call 
back eyst*m. in which help is available on a variety of 
topics, and in which the user further has the option of being 
connected to other ADSI enhanced IVR applications such as horn 
shopping systems. This is illustrated m Figure 5. This is 
particularly useful in situations where a portion of the call 
centre's business may have self service options in different 
mediums. P r ejcampl . both IVR self oervic channels and www 
a If a rvic chann Is might be avallabl . and this aap ct of 
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the invention allows a quick change from one medium to the 
other. By selecting the IVR channel, the customer Is 
connected to the I VP channel In an outbound manner as above. 

Figure 6 Illustrates a second embodiment of the 
invention. While the first embodiment and its modifications 
described above are directed towards call centres equipped 
with outbound calling capabilities, in this second embodiment, 
the call centre is equipped with inbound call processing 
capabilities, handling calls as they come in from customers. 
This provides a method for integrating or connecting a 
customer who haB a SAT (screen assisted telephony) capable 
configuration and wishes to be connected to a live agent 106. 
The figure is very similar to figure 1, but with much of the 
detail of tne call centre and WWW server removed. There are 
again four main components Illustrated, one of these being 
the customer premises 100 equipped with a telephone (or a 
screen assisted telephone set) 110 and line 107, a set-top box 
(a special purpose computing device which allow access to 
network services through the television set with user input 
being achieved through the television remote control) and TV 
10B or PC 111, and a CTI/SCAI (switch to computer application 
interface) enabled line 107, The other main components 
include the multimedia or WWW server 102, call centre 104 and 
an agent workstation 106 equipped with a computer 112 and a 
telephone 114, or a screen assisted telephone. Also shown is 
the PSTN 116, a broad band multimedia data network 117 and a 
SAT serv r 109. 

Th interc nnect ions betw n the custom r pr mises 
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100. www server 102. call centre 104. agent workstation 106 
and PSTN 116 are the similar to before with the exception that 
all customer PC connections are via a broadband data network 
117, and the customer telephone 110 connection is implemented 
with a line 107 to the PSTN 116 and a nubsequent connection to 
the broadband data network 117. 

The process followed in the second embodiment will 
be described with reference to Figures 6 end 7. The box 
numbers refer to boxes shown In Figure 7. Initially, the 

10 customer makes a -multimedia call" in order to be connected to 
XVZ's multimedia server 102 and to run a multimedia 
application on the set-top box /TV 108 or PC Hi (box 7-1). 
The user selects on the set-top box remote or the PC mouse a 
-MAKE CALL* feature from within the multimedia application 
(box 7-2). This selection initiates a series of steps to set 
up a call to either an ACD group or en individual. The 
request first signals through the broadband multimedia data 
net 117 to a PSTN telephone switch 116 specially equipped with 
CTI techniques (such as SCAD to ring the customer's line 107 

20 (with a distinctive ring similar to ring-again) prompting the 
customer to pick up the handset (box 7-3). The PSTN based 
•witch 116. having sensed that the customer haa indeed picked 
up the set. then dials the destination party automatically, 
which in this case is the call centre 104, where an ACD system 
distributes the call to an ACD agent workstation 106 (box 7- 
4). 

When an ACD agent answers th call, the custom r' s 
URL and/or CLID ar f rwarded so that a customer relevant 
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screen is appearing on the agent # s PC or terminal 114 at the 
tame time (box 7*5). 

The customer relevant screen is set up on the 
agent's screen via one of several known CTI techniques. These 
include first party call control techniques and third party 
call control techniques. First party call control techniques 
use various CLID (Calling Line Identification - not shown) 
boxes and associated screen-pop software. The CLID la 
transmitted over the telephone line and the CLID box detects 
this and passes It to the agent's PC over a serial FS232 
communications port. The CLID box may be integrated as a 
part of the telephone, or It may be a standalone unit 
connected to the telephone line together with the telephone. 
Screen-pop software takes the telephone numbers provided by 
the C*1D box and looks up the corresponding customer records 
In a database, and displays them on the screen. 
Alternat ivaly, using third party call control techniques, the 
digital switch has a shared data circuit to a "Third Party' 
CTI ssrvar which understands a common protocol such as SCAI. 
This server then associates various calls with various agents 
and ds livers CLID and/or exist omer relevant data to the agents 
workstation as the phone is ringing. 

Under either of the scenarios described above for 
transmitting the CLID, the URL information is transmitted in 
one of two ways. Plratly, upon answering the call and 
viewing the customer relevant data simultaneously (obtained by 
looking up th CLID in a customer databa3 1. th agent gr ts 
th caller and the call r verbally mentions the assoniat d 
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product or subject matter area which causes the agant to hot 
key to the relevant or related HTML page. A mora 
sophisticated alternative to this is for the WWW server to 
sense all users querying It in real time (I.e. which URL's are 
being read and from which IP addresses or E-mail addressee) 
and then do a look-up Into Its database to determine 
corresponding CLIO 9 s . As calls from CLID's come In, the 
database can correlate the associated caller and URL. 

Should all agents be busy, an IVR system can be used 
to provide additional Information options to the customer 
while an agent becomes available. This method does not avoid 
ACD queues, but does make placing the call easier. In 
addition, the us« of the URL and/or CLID makes the provision 
of help by the agent more efficient. As In the first 
embodiment # the agent is now in a position to help the 
customer with the WWW server or other multimedia application 
with which they require assistance (box 7-6). 

As in the first embodiment, instead attempting to 
put the call through to a live agent, the call can be 
automatically connected to an IVR system. Screen-based 
telephony and associated SAT telephone switches may be 
employed in this case, allowing the customer to interact with 
an ADSI enhanced IVR system. 

Figure B Illustrates a third embodiment of the 
invention which is quite similar to that shown in Figure 6, 
with the exception of the configuration at the customer 
premis s. Again, an inbound call processing capability is 
required at th call c ntre, as in th second mbodiment. 
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This embodiment provide*, a method for integrating or 
ccnnectlng a customer 100 who has a telephone 120, a PC 124 
with DDE (dynamic data exchange ) capabilities and two modems 
122.126 and lines 127,126 and wishes to be connected to a live 
agent 104. DOC allows data to be passed dynamically between 
different applications running on the PC. Zn this embodiment, 
the PC 124 js equipped with communications software and 
modems 122, .126 able to place the call between the customer's 
telephone 120 and the ACD agent Itself, automatically. Instead 
of requiring the telephone switch to set up the call as in 
Figure 6 . 

Figure 9 shows a process diagram showing the steps 
which occur when this method is used. Initially, the customer 
makes a multimedia call to connect to company XYZ's multimedia 
server (box 9-1). The customer then selects the a MAKE CALL" 
or "HELP" button which may appear on an HTKL page (box 9-2). 
The customer request Initiates a PC based DDE whereby the 
telephone number In the HTML page to be called Is passed 
dynamically to another PC based communications software 
package where an outbound call Is dialed over a regular modem 
122 and line 127 (boxes 9-3 and 9-4). When an ACD agent 
answers, a voice connection between the customer's telephone 
120 and the ACD agent 1 s telephone 112 is completed, and a 
customer relevant screen is appearing on the agent's PC 114 or 
terminal at the same time (box 9-5) based on Incoming CLID and 
using first part or third party CTI t chnlques as described 
pr vi usly. 

As before, an IVR conn ctlon could be established 
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instead of using live agents, and screen assisted telephones 
and associated servers could be employed to enhance this type 

of connection. 

Figure 10 Illustrates a fourth embodiment of the 
invention in which a method and apparatus is provided for 
integrating WWW information from a caller who la already 
talking to a live ACD agent. In this embodiment either an 
inbound call processing capability or an outbound call 
processing capability la required at the call centre. 

The customer site 210 is equipped with a computer 
212 and a telephone 214 both connected to a SVD (simultaneous 
voice data) modem 216 with external connections 218 to the 
PSTN 219 which may be analog, or ISDN (integrated services 
digital network) format. SVD modems allow both voice and data 
to be transmitted over the same standard telephone line at the 
same time. 

The agent site 220 is similarly equipped with a 
computer 222. telephone 224 and SVD 226 and connections to the 
PSTN 219. It is also connected to a digital switch 230 with 
ACD functionality for distributing calls to various agents. 
The agent's computer 222 Is also connected to a WWW server 232 
and may be connected to a multimedia message management system 
234. 

The process flow diagram for this embodiment is 
shown in Figure 11. The customer has been previously 
connect d to an ACD ag nt elth r according to th tradlti nal 
m thod wherein the customer physically dials an 800 number, r 
acc rdlng t one of the meth dt deacrlb d above (box 11-1). 
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This includes all of the inbound and outbound call tot -up 
methods and associated hardware described In the first three 
embodiment and their variants, although it is assumed that a 
live agent exists, and not an IVF system. Both parties are 
conversing and desire to be viewing identical screens of 
information simultaneously, and ao decide to go into 
collaborative mode (box 11-2). This may be due to the fact 
that simple verbal explanations are insufficient to solve the 
caller's problems. If the calling party is not yet WWW 
connected, the two parties activate their SVO Modems 216, 226 
( or ISDN units) and activate their remote control software 
packages (box 11-3). This sets up a data connection over the 
same telephone line as they were previously using for voice. 
Then voice and data can be transmitted over the same telephone 
line. The agent who is already connected to the desired WWW 
server 132 acts as HOST and the caller acts as a R2MOTE 
allowing the caller to view the same WWW pages (or other 
Information Systems) as the agent (box 11-4). The agent can 
then walk the customer through information and supplement it 
verbally, thereby sharing a multimedia call with the customer 
(box 11-5). 6creens appearing on the agents computer appear 
on the customers computer, as what the customer sees is an 
exact duplicate of what the agent sees. This may result in 
immediate sales and service or assist in further sales and 
service. The next time the caller, having become more 
comfortable and familiar with the system, may opt to use the 
self serv chann 1 with no human assistance for increased 
likelihood f r p at business. The abov combining of ACD, 
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THL' EMBODIMENTS OX THE INVENTION IN WHICH AN EXCLUSIVE 
P HO r E FT Y OR PRIVILrlUE I.i CLAIMED ARE DEFINED AS FOLLOWS, 

In a comnunicationc sysrem comprising a server on a 
network, means for connect \nq the server to at least one 
computer In a remote customer premises, a help channel and a 
rail centre connected to the help channel conr.ectable through 
the public switched telephene network to a telephone in the 
customer premisoi, a method for the customer to obtain help In 
relation to a page from the server displayed by the computer 
borrprislng the stepsi 

a) the customer csle^cing a remote help option 
f rom the page; 

b) the customer preparing a help request form 
comprising the number of the customer's telephone, 

c) the system transferring the help request to the 
call centrej and 

d) the call centre setting up a call over tne 
public switched telephone network between the customer 
telephone and the help channel. 

2 - The method according to claim 1 in which the call 

centre maintains a Hat of calls tc bt- placed, and places the 
calls in the order In which the help requests were received. 

3 * The method according to claim 2 in wnlch an outbound 

dialing system automatically maintains the list and places the 
calls. 
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4. The method according to rlaim l m which the help 

channel is a live agent workstation comprising a eorrputer and 
telephone. 

5 - Tho n^thol accordlnq to claim l in which the hejp 

rhannel is an interactive vcice reaponae system. 

6. The method according to claim 4 wherein the request 

form further comprises a UFL (Uniform Resource Locator) 
indicating the page from which the customer has requested help 
and further comprising the step of the call centre passing the 
URL to the live help agent workstation and setting up the live 
agent computer at the page indicated by the URL. 

7 • Tne method according to claim l wherein the request 

form further comprises a field for filling in a customer 
preferred time for call-back and wherein the call centre 
attempts to set up the call at the customer preferred time for 
call -back. 

8 - rh9 method according to claim 1 wherein the help 
request la transferred from the customer computer to the call 
centie through TCP/IP HTTP or E-mail. 

9 - Tn * nathod according to claim 4 wherein a message is 
sent back to the customer with an anticipated wait time when 
no live agent is availabl for Immediate help. 
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10. The method according to claim 1 wherein the server 
la a www (World Wide Web) server. 

11. The method according to clain 1 wherein the step of 
the customer preparing a help request form Is done 
automatically by the customer computer, with a set of default 
values being filled in. 

12. In a communications system comprising a server on a 
network, means for connecting the server to at least one 
computer in a remote customer premises, a help channel anc a 
call centre connected to the help channel conncctable through 
the information network to the computer, a method for the 
customer to obtain help in relation to a page from the server 
displayed by the computer comprising the steps t 

a) the customer selecting a remote help option 
from the pagei 

b) the customer computer automatically preparing a 
help request form comprising a network address i 

c) the system automatically transferring the help 
requc to the call cent re j and 

d) the call centre setting up a virtual audio 
channel on the data network between the channel and the 
customer computer. 

13. Th m thod of claim 12 in which th multimedia 
server is a WWW server, and in which the n twork address is an 
Int rn t Pr tocol address. 
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14. In a communications system ccmprioing a server on a 

network, means for connecting the server to at leasi one of 
either a computer or a set-top box and television in a remote 
customer premises, a help channel and a call centre connected 
to the help channel connectable through the public switched 
telephone network to a telephone in the customer premises, a 
method for the customer to obtain help in relation to a page 
froir. che server displayed by the computer comprising the 
steps i 

a) the customer selecting a remote help option 
from the page* 

b) the customer set-top box or computer signalling 
a telephone switch to ring the customers telephone line (with 
a normal ring or a distinctive ring) m response to the 
customer selecting the help optloni 

c) the telephone switch dialing the call centre 
automatically when the customer the picks up the handset, and 

d) the call centre transferring the call to the 
help channel. 

15. The method according to claim 14 in which the help 

channel is a live agent workstation comprising a computer and 
telephone, wherein the agent's computer is also provided with 
customer relevant Information through the use of a caller 
identification system to identify the customer's telephone 
number which la then used to query a customer database for the 
customer relevant information. 
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16. The method according to claim 13 in which the agent 
la further provided with a URL Indicating from which page the 
customer haa requested help end with which the agent can aet 
up the agent computer at the same page. 

17. The method according to claim 16 in which the URL la 
provided to the agent by the step of the server sensing which 
URL Is being read from all cuetomer connect! one, and 
performing a look-up into a database to determine 
corresponding CLIDs, and correlating CLIDs as they come in 
with the URL. 

18. The method according to claim 14 In which the server 

is a WWW server. 

19* In a communications system comprising a server on a 

network, means for connecting the server to at least one 
computer In a remote customer premises, a help channel and a 
call centre connected to the help channel connectable through 
the public switched telephone network to a telephone in the 
customer premises, a method for the cuatomer to obtain help in 
relation to a page from the server displayed by the computer 
comprising the steps • 

a) the customer selecting a remote help option 
from the pagei 

b) the customer computer automatically passing a 
help phone number listed within the page to communications 
software running n th cuatomer* a comput n and 
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c) the communication* software dialing the help 
phone number with a modem and line connected to the customer's 
computer and telephone! 

whereby a voice connection la established between the customer 
telephone and the help channel. 

20. The method according to claim 19 in which the help 

channel la a live agent workstation comprising a computer and 
telephone, wherein the agent* s computer is also provided with 
customer relevant information through the use of a caller 
Identification system to identify the curtomer'e telephone 
number which is then used to query a customer database for the 
customer relevant information. 

21. The method according to claim 20 in which the agent 
is further provided with a URL indicating from which page the 
customer has requested help and with which the agent can set 
up the agent computer at the same page. 

22. The method according to claim 21 in which the URL is 
provided to the agent by the step of the server sensing which 
URL is being read from all customer connections, and 
performing a look-up into a database to determine 
corresponding CLIDs, and correlating CLIDs as they come in 
with the URL. 

23. The method according to claim 19 in which th aerv r 
is a WWW server. 
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24. The method according to claim 39 in which the help 

channel xs an IVP system. 

In a communications system comprising a server on a 
network, means for connecting the server to at lenet one 
computer equipped with an SVD (simultaneous voice data) modem 
in a remote customer premises, a help channel comprising a 
live agent workstation equipped with at least one computer 
equipped with an SVD modem, and a call centre connected to the 
help channel, a method for the customer to obtain help in 
relation to a page from the server displayed by the computer 
comprising the steps i 

a) establishing a voice connection between a customer 
telephone and an agent telephone over the PSTN) 

b) the agent connecting the agent computer to the 
server If not already connected) 

c) the customer disconnecting the customer computer 
from the server if connected unless equipped to handle more 
than one connection) 

d) both the customer and ACD agent activating their SVD 
(Simultaneous Voice Data) Modems (or ISDN units) auch that 
data and voice connections are established where previously 
only a voice connection existed in sut i a way that the agent 
who Is already connected to the desirtd server acts as a host 
and the caller acts as a remote connected to the agent's host 
and in communication with th host over th data portion f 

th connect 1 n and the caller Is abl to view the earn pages 
as the agent, and the agent can provid th call r with 
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assistance by walking the customer through the information 
:ron the oerver, and discuss it over the voice connection. 

26. The method of claim 25 wherein the voice connection 
between the customer telephone and the agent telephone is 
established by the steps ■ 

a) the customer selecting a remote help option 
from the pagei 

b) the customer preparing a help request form 
comprising the number of the customer's telephone? 

c) the system transferring the help request to the 
call centrei and 

d) the call centre setting up a call over the PSTN 
between the customer telephone and the help channel. 

27. The method of claim 25 wherein the server is a WrfW 
server. 

26. A communications system comprising a server on a 

network, means for connecting the server to at: least one 
computer in a remote customer premises, a help channel and a 
call centre connected to the help channel connectable through 
the public switched telephone network to a telephone in the 
customer premises, further comprising i 

a) means for the customer to browse on the 
computer a page provided by the serv n 

b) means for the custom r to select r mot help on 
th comput n 
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c) means for presenting on a screen of the 
computer a help request form to fee completed by the customer 
comprising the customer's telephone number* 

d) means for transferring the help request form to the 
call cent re i 

e) means for the call centra to place calls 
between the help channel and the customer 9 o telephone over th* 
PSTN in response to the help requests. 

29. The apparatus according to claim 28 wherein the help 
channel is a live agent workstation comprising a telephone and 
a computer, the apparatus further comprising means for setting 
up the agent's computer to view the same page from which the 
customer selected live help. 

30. The apparatus according to claim 29 wherein the 
request form further comprises a field for filling In a 
customer preferred time for call-back and wherein the call 
centre further comprises means for recording the requests and 
associated preferred call-back times, and Is adapted to place 
calls at specified times according to the times In the 
recorded requests. 

31. The apparatus according to claim 29 wherein the 
means for transferring the request to the call centre is one 
of TCP/IP HTTP or E-mail. 

32. h communications system comprising as rv r on a 
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network, means for connecting the server to at leact one 
computer or set-top box and television In a remote customer 
premises, a help channel and a call centre connected to the 
help channel connectable through the PSTN to a telephone 
having a handset In the customer premises, further comprlslngi 

a) means for the customer to view a page of 
information from the server on the computer or television) 

b) means for the customer to request remote iielpi 

c) means for the customer's aet-top box to signal 
to a telephone switch to ring the customers telephone (with » 
distinctive ring} whereupon the switch dials the channel 
automatically when the customer the picks up the handset. 

33. The apparatus according to claim 32 in which the 
server is a WWW server, the page is a WWW server page, and 
wherein the request form further comprises a URL Indicating 
the WWW page from which the customer has requested help and 
with which the agent computer can be set up at the sas»e WWW 
page . 

34. h communications system comprising a server on a 
network, means for connecting the server to at least one 
computer or set-top box and television In a remote customer 
premises, a help channel and a call centre connected to the 
help channel connectable through the PSTN to a telephone 
having a handset in the customer premises, further comprlslngi 

a) m ans for the customer t vl w a page f 
Information from the server on the comput r r t 1 vlsl nj 
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b) means for the customer to request live helpi 

c) means for the customer computer or set -top box 
to signal to a telephone switch to ring a customers telephone 
line (with a distinctive ring) whereupon the switch dials the 
agent automatically when the customer the picks up the 
handset . 

35. A communications system comprising a server on a 

network, means for connecting the server to at least one 
computer or set-top box and television in a remote customer 
premises, a help channel and a call centre connected to the 
help channel connectabie through the PSTN to a telephone 
having a handset in the customer premises, further comprlstngi 

a) means for the customer to view a page of 
information from the server on the computer or television) 

b) means for the customer to request live helpi 

c) customer modom connected to both the customer 
telephone and the customer computer capable of making 
telephone calls connecting the telephone to telephone numbers 
provided by the computer! 

d) means for the customer's computer to 
communicate a telephone number of a help channel provided 
within the page of information to the customer modem, and to 
initiate a telephone call over the PSTN from the modem to the 
call centre, thus establishing a connection between the 
customer's telephone and the call cent re i and 

) m ans for the call centre to transfer th call 
t th help channel. 
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36 . a communication* system comprising a server on • 

network, means for connecting the server to at least on. 
computer in a remote customer premises, a help agent 
workstation comprising a computer and telephone, and a call 
centre connected to the help agent work at.tlon and 
conn.ct.ble through the public switched telephone network to a 
telephone and the computer in the customer premises, further 
comprising i 

a) means for the customer to brose on the 
computer a page provided by the server, 

b) me.ns for the customer to select remote help on 

the computer i 

c, moans for presenting on a screen of the 
computer a help request form to be completed by the customer 
comprising the customer's telephone number, 

d) means for transferring the help reguest form to the 

call centre, 

means for the call centre to place calls 
between the help .channel and the customer's telephone over the 
PSTN, 

£ ) customer r.mot. control software and SVD 
(.imultaneou. voice data, modem connected to the customer 
computer and the cuetomer telephone, 

g , agent remote control software and SVD modem 
connected to the ag.nt computer and the agent telephone, 

h) means f r th. ag nt comput r t be connect d to 

wh L7m» the call.r and ACD agent may activate th ir SVD 
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modems such that data and vole* connections am established 
where previously only a voice connection existed and in such a 
way that the agent who is already connected to the desired 
server acts an a host and the caller acts aa a remote 
connected to the agent's host and in communlcat Ion with the 
host over the data portion of the connection and the caller la 
able to view the identical pages as the agent, and the agent 
can provide the caller with assistance by walking the customer 
through the Information from the server, and discuss it over 
the voice connection. 
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